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WELCOME TO 33 THINGS YOU CAN DO RIGHT NOW TO CONNECT WITH CUSTOMERS AND
GROW YOUR BUSINESS
We love our customers (well, mostly!).
As small business owners, they’re the centre of our world. We do our best to design websites to
make it easy to find us. We create products and services to meet their needs.
We price to manage competition (and put food on our table). And hope to deliver so well they end
up sharing their experiences with friends and family.
There’s one more thing you can do to show how much you love your customers.
Listen to them. Get their thoughts on what you’re doing well, and what you could be doing better.
You’ll get new knowledge. And knowledge is power. Power to build a business that gets results.
Quite simply, if you don’t take the time to listen to your customers, you’re missing out on a huge
opportunity.
It doesn’t have to be hard – here’s 33 ideas to get you going.
Before you start, just ask yourself these two questions.
What do you want to learn?
How will you use your new insights?
Some ideas here are perfect for service-based businesses. Others are more suited to those selling
products. Some work well if you’re looking to get repeat business, while others will help you learn
about potential new customers.
Choose a couple and commit to trying them out. Regardless of which you choose, being proactive
is a great way to show that customers are front and centre of your business.
And when you’re ready to start, head to the Research Toolkit – we help you to easily measure what
customers think about your products and services and then use these new insights to grow your
business.
Website: www.theresearchtoolkit.com
Facebook: www.facebook.com/theresearchtoolkit
Pinterest: https://www.pinterest.com.au/elyssiaclark/
Email: Elyssia@TheResearchToolkit.com
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#1 Experiment with live chat. More websites than
ever are offering visitors the opportunity to get
answers to their questions using live chat.
What this means is people expect more from ALL
websites – not just the big players. Being able to
respond to questions in real time can mean the
difference between a closing a sale or someone
heading off to another site.
The added benefit of live chat is the questions
themselves will show you what information is hard
to find on your website. If you’ve got a Wordpress
site, here’s some plug-in suggestions
https://wordpress.org/plugins/search/live+chat/).

If you’re on shopify, this great blog post from
around.io gives you some suggestions: https://
around.io/blog/top-live-chat-apps-shopify/).

GETTING TO
KNOW YOUR
CUSTOMERS
#2 Phone a customer. Yup, sounds a bit weird and
random I know but stay with me.
Find a customer you haven’t heard from in a while.
Start with a simple introduction “I’m just checking
in” before moving into “Is there anything I can help
you with at the moment?”
Want a new years resolution? Aim to do one call
a month. That’s 12 conversations you might not
otherwise have had. It’s not a hard sell.
It’s about taking the time to listen to their needs
and making the effort to proactively connect.
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#3 Send a couple of short questions via email.
Simple questions like “What would you like us to
focus on this year? What’s your biggest challenge at
the moment? How are we doing? What do you want
to learn more about?”
You can download our infographic here on creating
good questions (https://www.theresearchtoolkit.
com/checklists),
learn how to write an effective email invitation here
(https://www.theresearchtoolkit.com/single-post/
getting-feedback-from-customers),
and watch this short video on how to set up a simple
survey in SurveyMonkey here https://the-researchtoolkit-academy.teachable.com/).
#4 Include a survey link on receipts.
Create a short ‘how did we do’ survey using
SurveyMonkey or Typeform (here’s how to do it) then
update your receipt template to read “We’d love your
feedback – head here (include the survey link) to tell
us how we went today”.
If you can, use imagery to draw attention to the
survey link (such as an icon).
#5 Ask for feedback as people leave your website.
You might have seen this before, as you hover over
the “x” icon a pop up will appear.
It can polarise (some love it, others not so much) but
used wisely it can deliver great insights. Only ask one
simple question, provide answer categories, use for
a limited period of time, and be OK that many people
will choose not to do it.
Hotjar (https://www.hotjar.com/) or
Survicate (https://survicate.com/)
Make it quick and easy to get this kind of feedback.
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#6 Make time to take a customer out for coffee.
Making the effort to spend time with customers face
to face shows their value to you, and gives you the
chance to hear first-hand where they’re at.
Again, keep the focus broad – get to know their
biggest challenges, and see how you might be able
to help – either yourself or by connecting them with
others in your network.
#7 Run a zoom session with a group of clients. Got
some burning questions you’d love some feedback
on?
Why not run a zoom (https://zoom.us/) session and
ask a group of clients together for their input?
The beauty of this is that participants can build off
each other’s ideas, you can ask questions to clarify
any grey areas, and you can record the session to
replay later.
It’s a bit like running a focus group only more
convenient.
Here’s a quick introduction to focus groups
from the balance. (https://www.thebalance.com/
what-is-a-market-research-focus-group-2296907)
#8 Segment your subscribers based on their
preferences.
Ask your subscribers what they’d like to learn more
about.
Then segment and deliver tailored content. Being
able to customise content means more relevant
information for your readers, better cut-through and
more engagement.
#9 Have a contact us / feedback page on your
website.
It builds trust and facilitates a two-way conversation.
#10 Use polls in your Facebook group or website to
prioritise and make decisions.
Tossing up between two new blog post ideas? Embed
a short poll onto your website or Facebook page and
get visitors to vote on their preferred topic.
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#11 Regularly ask for customer reviews.
Proactively ask your customers to leave reviews on
your Facebook page or website. Take the time to note
any common themes and respond accordingly. And be
sure to tell customers what you’ve changed and why –
it motivates people to give you feedback when you ask
again in the future.
#12 Test new ideas before launching.
Before rolling out new products or services, get
feedback on your ideas. You can do this in person,
through a survey sent via email or a poll on your
website. It can save you time and money - ensuring
your next big idea has legs.
#13 Get feedback on your order conﬁrmation page.
Ask for feedback at the order confirmation stage.
This can be two simple questions – how would you
rate your experience, and what can we do to make it
better? The advantage is the experience is fresh in your
customers’ mind.
#14 Embed a fun survey or quiz on your website. Ask a
couple of questions to drive engagement and get intel at
the same time. Perhaps a ‘what type of person are you’
kind of quiz, or ‘what brought you here today’?
Survey AnyPlace makes great looking surveys –
here’s an example of one we made to help you learn
how well you know your customers (https://www.
theresearchtoolkit.com/quiz).

PROACTIVELY
ASK YOUR
CUSTOMERS TO
LEAVE REVIEWS
ON YOUR
FACEBOOK PAGE
OR WEBSITE
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#15 Get feedback upon cart abandonment.
Having people fill their cart then disappear is so
frustrating. Insights into why this is happening can
play a critical role in decreasing cart abandonment
rates.
Both Hotjar (https://www.hotjar.com/) or Survicate
(https://survicate.com/) make it quick and easy
to get this kind of feedback and we really like
MOpinions thoughts on how to reduce it (https://
mopinion.com/how-to-reduce-cart-abandonmentwith-online-feedback/).
#16 Make it simple to give feedback in a shop.
Got a physical store? Buy an inexpensive tablet, and
create a one question survey using google forms,
survey monkey or Typeform.
As customers check out and wait for their credit
#18 Set up an ongoing customer feedback system.
card payment to be processed, invite them to give
Getting feedback on a regular basis helps you keep
anonymous feedback on their experience.
up with changing customer expectations.
Here’s how to build a customer feedback system
(https://www.theresearchtoolkit.com/single#17 Host a networking event with your clients.
post/2017/09/08/HOW-HAPPY-ARE-YOURRun a networking event for your clients to meet
CUSTOMERS-HERES-HOW-TO-FIND-OUT),
each other, and use the time to get a better
along with critical questions to include (https://
understanding of their current challenges.
www.theresearchtoolkit.com/single-post/
Start-getting-cutomer-feedback-today).
#19 Chatbots are coming!
Chatbots are a definite ‘must-watch’ as we move
into 2018, and there is huge potential to use them to
better understand your customers.
It’s easier than ever to integrate them into Facebook
Messenger.
Create a series of questions to help your customers
navigate your site and get the answers they need,
and use their responses to inform the design of your
website, products and services.
Check out ManyChat (https://manychat.com/)
or ChatFuel (https://chatfuel.com/) for some
inspiration, and watch this space for more.
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WAYS TO
LEARN
FROM YOUR
CUSTOMERS

There’s a North American proverb that says

“to understand the man, you must
first walk a mile in his moccasin.”
Walking in someone else’s shoes might sound a bit
wanky but actually it’s a great way to learn about
your customers.
The next set of ideas are ways to either walk in
your customers shoes or at least watch and better
understand their actions and beliefs. Why is this
important? You’ll get new knowledge. And knowledge
is power. Power to build a business that gets results.
Quite simply, if you don’t take the time observe
your target market, you’re missing out on a huge
opportunity.
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#20 Get your mum or grandmother to make a
purchase on your website.
If you have a website that sells products, get your
mum or your grandmother to buy something. Just
give them a list of items to purchase, and sit behind
and watch how they go at navigating the website,
finding the items and placing an order. Resist the
urge to give tips and prompts! Use what you learn
to tweak your website and improve accessibility.
While your target market might not be older (just
yet!). Remember that people buy gifts for others
so you want to make it as easy as possible for all
generations to use your website.
#21 Join online forums and Facebook groups where
your target market hang out.
I’ll admit it – I love online forums and groups. You
can find and connect with others facing similar
challenges, and discover new solutions. But even
more importantly, you can observe both your target
market and your competitors. For your target
market, you can understand what they’re asking. And
from a business perspective, you can work out who
the main authorities are in your niche. From there
you can think about ways to address your potential
customer’s problems and differentiate yourself from
the competition. Want some suggestions of groups?
Check out our post on forums here https://www.
theresearchtoolkit.com/single-post/TAPPING-INTOTHE-POWER-OF-FORUMS-TO-EXPLORE-YOURBIG-IDEA).
#22 Have a random stranger use your website.
I love Peek user testing (https://peek.usertesting.
com/) – basically a random person from anywhere
in the world will spend 3-5 minutes on your site
looking around and commenting on what they’ve
found. What they see is recorded, and you get voice
narration to go with the screen. It’s not exactly
scientific but you never know what you’ll discover
(https://vimeo.com/249348378).
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#23 Set up Google analytics for your website.
You can learn about pages that are visited, pages that
aren’t, search terms used to find your site, social
media links and where visitors are located. There’s
already a ton of great websites that can teach you
about Google analytics – you can use the data as a
way to determine what’s working (and what’s not).
#24 Analyse how visitors are using your website.
Software that lets you record what people are doing
on your website when they visit is pretty popular at
the moment – think hotjar (https://www.hotjar.com/)
or mouseﬂow (https://mouseﬂow.com/).
The insights will give you an idea of how people
are using your site, where they’re going and more
importantly, at which point they’re leaving.
#25 Have a read of the annual Sensis Social Media
report.
This free report gives you an overview of social
media habits from a survey of 800 Australians and
typically comes out in the middle of each year. It
includes a good overview of the main social media
platforms (Facebook, LinkedIn, Instagram, Pinterest,
Twitter, SnapChat), as well as insights on how
businesses are using social media. You can find it
here (https://www.sensis.com.au/about/our-reports/
sensis-social-media-report).

#26 Watch people in your store.
If you have a physical store, put someone else in
charge and use the time to simply watch people
come in and out of your store. Where do they
gravitate? What’s their facial expressions? How long
do they spend? Are there physical barriers to moving
through the store (ie – some small aisles, hard to
reach places?) Are prices visible? What questions do
they have? There’s possibly simple things that can be
changed quickly that’ll make for a better customer
experience.
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#27 Use analytics to understand product popularity.
Regardless of what you use to manage your
inventory, undertake analysis to see what customers
are buying, at what time of day, at what time of
year, in what colors, and in what sizes. Discover
who is buying multiple products, and identify
opportunities to package together items commonly
bought together. Not comfortable doing this kind
of analysis? Consider outsourcing to Fiverr where
you’re sure to find some data savvy people willing to
do your analysis for you.
#28 Head to the Australian Bureau of Statistics to
better understand your potential customers.
The ABS runs a census every five years, and
you’d be amazed at the plethora of information
available freely. It’s particularly helpful if you’re
looking to scope a new market and want to better
understand the possibilities. For example, let’s say
you were thinking about opening a business in a
specific region? You can use the statistics to check
the demographics of people residing in the local
area. There’s a free small business portal (http://
www.abs.gov.au/websitedbs/d3310114.nsf/home/
services+we+provide+to+small+business) to get you
started.
#29 Get someone to do some mystery shopping on
your website or in your store.
Give someone the task of finding something and
making a purchase. Get them to give you an honest
appraisal of how hard or easy it was, along with an
assessment of the customer service they received.

33 Ways To Connect With Your Customers | The Research Toolkit©

#30 Actively monitor and respond customer
reviews.
Monitor reviews you get through Google or
Facebook. Don’t forget to respond – even if it’s just
to thank the person for taking the time to provide
their feedback. Reviews can be a double-edged
sword – giving insight into what’s working well (or
not).

#32 Analyse your email statistics.
Do you regularly (or maybe not?!) send emails? Don’t
forget to take the time to analyse open rates, click
throughs and unsubscribes. These insights can help
you deliver content that better hits the mark.

#33 Check out IbisWorld industry stats.
Another great resource for anyone looking to
better understand a specific industry. Ibis World
publications (https://www.ibisworld.com.au/) are
#31 Tap into market research panels to test ideas.
well known for their detail in scoping industries and
Got some questions you want to ask of potential
customers, but having trouble getting participation uncovering opportunities.
in surveys? Consider using market research panels – While this is normally prohibitively expensive
groups of people who are interested in participating to most small businesses, be sure to check out
your local government (state/federal) small
in surveys.
business websites. For example, if you’re based
SurveyMonkey (https://www.surveymonkey.com/
collect/audience/preview/) has a relatively affordable in Victoria, you can go onsite and access it for
free. You can learn more here (http://www.
panel – you can ask 5 questions of 100 people for
business.vic.gov.au/marketing-sales-andunder $150. However, it’s US based only at the
online/increasing-sales-through-marketing/
moment but nevertheless could be a good starting
where-to-find-statistics).
point to test your next big idea.

r
So there you have it, 33 things you can do right now to connect with customers and grow your business.
Sure, it’s time consuming and you may not always hear what you wanted to, but the opportunity to make
some quick changes and take your business to the next level is there for the taking.
Choose a couple and commit to trying them out. Regardless of which you choose, being proactive is a great
way to show that customers are front and centre of your business.
And when you’re ready to start, head to the Research Toolkit – we help you to easily measure what
customers think about your products and services and then use these new insights to grow your business.
Website: www.theresearchtoolkit.com
Facebook: www.facebook.com/theresearchtoolkit
Pinterest: https://www.pinterest.com.au/elyssiaclark/
Email: Elyssia@TheResearchToolkit.com
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